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Retail Banking, referring to the service for the general public, small and 
medium-sized enterprises and individual business, is a type of banking model 
communicating with the customers through bank branch, ATM, internet banking and 
other channels. 
Throughout current banking industry, the retail business is attracting more and 
more attention in the overall development strategy of banks. Compared to wholesale 
business, the market of retail business owns a brighter prospect, lower risk, more 
stable profit and it has become the major profit source of Commercial Banks 
globally. With the rapid development of China's economy and deepening of 
financial system reform, dramatic changes have taken place in our Commercial 
Bank Industry. Meanwhile, along with the increasing income of residents in our 
country, people's demand for financial services is increasingly personalized. 
ICBC, as one of the world's largest bank by market value, is nowadays putting 
more emphasis on the development of retail business, but still is left behind 
compared with advanced foreign commercial Banks. 
This paper takes Shanghai Branch as the research object and analyzes the 
problems existing in the development of retail business. For example, the retail 
income proportion isn’t high, the type of products isn’t rich, the customer 
relationship management level isn’t professional and the construction of self-service 
and internet channels are insufficient.  
This paper discusses the development history of retail business home and 
abroad, then sums up the advanced experience of Citigroup and China EverBright 
Bank. At the same time, some new product strategy, price strategy, channel strategy 
and promotion strategy are proposed based on the classic 4P, 4C and 4R marketing 
theory. 
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第一章 引  言 
第一节 研究背景 
 





















































































































    一、国外零售银行业务的发展历程 
    国外零售银行业务开始于第二次世界大战之后，但真正兴起还是在 20 世纪
80 年代以后，概括来说，国外零售银行业务的发展大致经历了以下几个阶段： 
    20 世纪 30 年代之前，零售银行业务的范围较小，形式单一，基本以储蓄
存款为主，另外还有简单的汇款、汇兑和结算，但花旗银行早在 1904 年就率先
提出旅行支票业务。 




























































                                                             











































































































中国工商银行成立于 1984 年 1 月 1 日，目前业务跨越六大洲，境外网络覆
盖 40 个国家和地区，通过 17,245 个境内机构、329 个境外机构和 1,903 个代
理行以及网上银行、电话银行和自助银行等分销渠道，向 473.5 万公司客户和
4.32 亿个人客户提供广泛的金融产品和服务。截至 2013 年末，中国工商银行
总资产 189,177.52 亿元，总负债 176,392.89 亿元，平均总资产回报率(ROA)
为 1.44%，加权平均净资产收益率(ROE)为 21.92%，核心一级资本充足率和一级
资本充足率均为 10.57%，资本充足率为 13.12%。营业收入 5,896.37 亿元，其





第三节  上海工行零售业务发展现状 
一、工行零售业务发展情况 
2013 年末，工行零售客户总量已达到 4.32 亿户，约占全国人口的 32%，
客户总量较五年前增长了 1.51 亿户,增幅 53.75%，年复合增长率保持在 10.75%
的水平。个人有效客户、中高端客户、私人银行客户分别达到了 3.21 亿户、0.35
亿户、3.13 万户，分别较五年前增长了 1.29 亿户、0.14 亿户、2.3 万户，年
复合增长率分别为 13.4%、13.2%。55.7%。整个工行个人金融总资产和储蓄存
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